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³VRFLDOO\HQDEOHG´FROODERUDWLRQV\VWHPVDUHJHQHUDWLQJFRQVLGHUDEOHLQWHUHVWIRUERWKUHVHDUFKHUVDQGSUDFWLWLRQHUV
KRZHYHU WKHUHDUH VWLOOXQFHUWDLQWLHVDERXW WKHLU VXFFHVVIXODGRSWLRQDQGDSSURSULDWLRQ2QHRI WKHSUREOHPV LV
WKDWWKHERG\RIUHVHDUFKWKDWGLUHFWO\RULQGLUHFWO\H[DPLQHVWKHDGRSWLRQRI(&6LVFXUUHQWO\IUDJPHQWHGZLWKIHZ
LQGHSWKHPSLULFDOFDVHV7KHVWXG\SUHVHQWHG LQ WKLVSDSHU LVSDUWRIDZLGHUPXOWLGLVFLSOLQDU\ UHVHDUFKSURJUDP
H[DPLQLQJFROODERUDWLRQV\VWHPVDQGWKHHPHUJLQJGLJLWDOZRUNSODFH7KHVWUHDPRIZRUNUHSRUWHGLQWKLVSDSHULV
GLUHFWHG WRZDUGV LQYHVWLJDWLQJ VRFLRWHFKQLFDO FKDQJH DQG WKH DGRSWLRQ DSSURSULDWLRQ DQG XVH RI (&67KH VWXG\
H[DPLQHV WKHFKDOOHQJHV WKDWFRPSDQLHVDUH IDFLQJGXULQJ WKHDGRSWLRQRI(&6DQG WKHVWUDWHJLHVDQGDSSURDFKHV
WKH\ WDNH WR DGGUHVVLQJ WKHVH FKDOOHQJHV ,Q WKLVSDSHUZHSUHVHQW WKH ILQGLQJVRI WKH ILUVW VWDJHRI WKHZRUN WKH
LGHQWLILFDWLRQ DQG FODVVLILFDWLRQ RI (&6 DGRSWLRQ FKDOOHQJHV 7KURXJK DQ LQGHSWK DQDO\VLV DQG V\QWKHVLV RI WKH
H[WDQWOLWHUDWXUHDQGWULDQJXODWLQJFRPSDQ\LQWHUYLHZVRXUUHVHDUFKREMHFWLYHVDUHWRLLGHQWLI\WKHFKDOOHQJHVWKDW
RUJDQL]DWLRQV H[SHULHQFH GXULQJ WKH SURFHVV RI (&6 LQWURGXFWLRQ DQG LL WR FODVVLI\ WKH LGHQWLILHG FKDOOHQJHV DQG
XQGHUVWDQG WKHLU LPSOLFDWLRQV IRU (&6 DGRSWLRQ 7KH RXWFRPH LV DQ DQDO\VLV DQG FODVVLILFDWLRQ RI (&6 DGRSWLRQ
FKDOOHQJHV7KHSDSHULVRUJDQL]HGDVIROORZV,QWKHQH[WVHFWLRQZHSURYLGHDEULHIRYHUYLHZRIWKHUHVHDUFKGHVLJQ
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,QPhase 3: Interpretation and Explanation WKHLGHQWLILHGFKDOOHQJHVDUHWKHQGHVFULEHGLQGHWDLODQGH[HPSODU\
VFHQDULRVGHYHORSHGWRH[DPLQHHDFKFKDOOHQJHDQGWKHZLGHUWKHRUHWLFDODQGSUDFWLFDOLPSOLFDWLRQVDUHFRQVLGHUHG
'DWDDQDO\VLVDQGILQGLQJV
7KH DLP RI WKH ILUVW FRGLQJ F\FOH LV WR JHQHUDWH D SUHOLPLQDU\ FRGH WDEOH FRQWDLQLQJ WKH DGRSWLRQ FKDOOHQJHV
LGHQWLILHGIURPWKHOLWHUDWXUHDQDO\VLV(DFKDUWLFOHZDVUHDGDQDO\]HGDQGFRGHGXVLQJDQRSHQFRGLQJDSSURDFK




DUHDVZHUHLGHQWLILHGculturebusiness/ operationtechnology in usebenefitsDQGattitude/ behavior HDFKRIZKLFK
FRPSULVHVDJURXSRIFKDOOHQJHW\SHVDQGVXEW\SHVDVVKRZQLQLQ)LJXUH
)LJXUH&ODVVLILFDWLRQRI(&6DGRSWLRQFKDOOHQJHV
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7RFRQILUPWKHFRGHVLGHQWLILHGIURPWKHOLWHUDWXUHDQDO\VLVDQGWRLGHQWLI\DGGLWLRQDOFRGHVVHPLVWUXFWXUHGIDFH
WRIDFHLQWHUYLHZVZHUHFRQGXFWHGZLWKSUDFWLWLRQHUVLQFOXGLQJWKH&(2DQGDNH\XVHULQWZRWHFKQRORJ\VWDUWXS
FRPSDQLHV7KH FRGHV IURP WKH OLWHUDWXUH DQDO\VLVZHUH FURVVUHIHUHQFHGZLWKGDWD IURP WKH FRPSDQ\ LQWHUYLHZV
7KUHHDGGLWLRQDOFKDOOHQJHVZHUHLGHQWLILHGIURPWKHLQWHUYLHZWUDQVFULSWVWKDWZHUHQRWIRXQGLQSUHYLRXVVWXGLHV




3.1. Challenge area: Culture 
7KHILUVWFKDOOHQJHDUHDLGHQWLILHGLVCulture7DEOHFRQWDLQV WKHGHVFULSWLRQVRI WKHFKDOOHQJHW\SHVDQGVXE
W\SHV LGHQWLILHG DQG DVVLJQHG WR WKLV FKDOOHQJH DUHD&XOWXUH FKDOOHQJHV DUH RUJDQL]DWLRQDO FKDOOHQJHV WKDW FDQEH

















Insufficient understanding of relevance
$OWKRXJKWKH(&6KDVEHHQLQWURGXFHGWRPHHWFHUWDLQGHPDQGVWKHPDQDJHPHQW
DVFULEHVRQO\OLWWOHUHOHYDQFHWRLWVXVH









Resistance to changes: 
/RZZLOOLQJQHVVWRHPEUDFHWKHV\VWHPLQGLVFXVVLRQGXHWRIHDURIFXOWXUDO
FKDQJH
7ZR GLIIHUHQW &XOWXUDO FKDOOHQJH W\SHV ZHUH LGHQWLILHG Missing commitment from the executives LV ZKHUH
PDQDJHUVGRQRWHQJDJHZLWKHPSOR\HHVRUPLVWUXVWVWKHPDQGWKXVGRQRWVXSSRUWWKHLUDGRSWLRQDQGXVDJHRIWKH
(&6 ,QVWDQFHV RI WKLV W\SH RI FKDOOHQJH DUH Low acceptance Low support DQG Insufficient understanding of 
relevance7KHVHFRQGFKDOOHQJHZHLGHQWLILHGLVValues and norms impeding change,ZKLFKDGGUHVVHVGLIILFXOWLHVLQ
RYHUFRPLQJ LQJUDLQHGZRUN SURFHVVHV DQG WKH UHVLVWDQFH WR FXOWXUDO FKDQJHZKLFKPD\ EH LQLWLDWHG E\ WKH (&6
EHLQJ LQWURGXFHG 7KLV W\SH RI FKDOOHQJH KDV WZR DVVRFLDWHG VXEW\SHV Ingrained processes DQG Resistance to 
changes
3.2. Challenge area: Business/ Operation  
7KHVHFRQGDUHDRIFKDOOHQJHVLGHQWLILHGLVBusiness/ Operation.&KDOOHQJHVLQWKLVDUHDFDQEHDWWULEXWHGWRERWK
LQHIIHFWLYH DQG LQHIILFLHQWXVHVGXH WRRSHUDWLQJZLWKRXW FOHDU DQG VXLWDEOH VSHFLILFDWLRQVREMHFWLYHV UHJDUGLQJ WKH
(&6 SURMHFW DV ZHOO DV PLVVLQJ RU SRRU JHQHUDO ZRUN PDQDJHPHQW 7KLV FKDOOHQJH DUHD LQFOXGHV ILYH GLIIHUHQW
FKDOOHQJHW\SHVInappropriate project goalsLack of specific project goalsMissing alignment of structuresLack of 
processes DQG Overload 7DEOH  VKRZV WKH GHVFULSWLRQV RI WKH FKDOOHQJH W\SHV DQG VXEW\SHV LGHQWLILHG DQG
DVVLJQHGWRWKLVFKDOOHQJHDUHD







Lack of specific project goals
$ODFNRIVSHFLILFSURMHFWJRDOVPD\OHDGWRWKHDVVXPSWLRQWKDW(&6XVHGRHVQRWOHDGWRZDUGVIXOILOOLQJJRDOVDQGWKXV
SRVVLEO\WRORZPRWLYDWLRQ








3.3. Challenge area: Technology in use 
&KDOOHQJHVRIWKHDUHDTechnology in useGHDOZLWKWKHKDQGOLQJDQGPDQDJHPHQWRIZRUNDQGZRUNLQJZLWKWKH
(&6 WHFKQRORJ\ LWVHOI 7KLV LQFOXGHV SHUVRQDO DGRSWLRQ KXUGOHV GXH WR IRU LQVWDQFH PLVVLQJ DZDUHQHVV DQG






















Uncertainties about social software usage: 
(PSOR\HHVZKRDOUHDG\XVHVLPLODUVRFLDOVRIWZDUHWRROVGXULQJOHLVXUHWLPHPD\EH
XQVXUHDERXWKRZWRXVHWKHPLQDFRUSRUDWHFRQWH[W
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FOHDUQHVVDERXWLQFRUSRUDWHGFRQWHQWDQGSURFHVVHV







TXDOLW\ZKLFKPD\ OHDG WR ORZDFFHSWDQFHRI WKH(&6DQGRUTXHVWLRQDEOHXVHIXOQHVVRI WKH(&6DQG LWVFRQWHQW
Ineffective content'XHWRGLIIHUHQWGLUHFWFRQVHTXHQFHVWKLVFKDOOHQJHW\SHLVVSOLWXSLQWRWZRVXEW\SHVLack of 
activityDQGLow quality
7KHVHFRQGW\SHRIWKLVFKDOOHQJHDUHDGHVFULEHVPLVVLQJFRPSHWHQFHLQXVLQJWKH(&6Low competence7KLV
PLVVLQJ FRPSHWHQFH FDQ KDYH GLIIHUHQW PDQLIHVWDWLRQV LQ WKH WZR VXEFKDOOHQJHV LGHQWLILHGUncertainties about 
social software usageDQGLow ECS skills, knowledge, and experience
7KHWKLUGW\SHRIFKDOOHQJHDGGUHVVHVSUREOHPVWKDWFDQEHWUDFHGEDFNWRWKHLQFUHDVLQJFRPSOH[LW\RIWKH(&6DQG
WKH SRRU FRPPXQLFDWLRQ RI DQG DGKHUHQFH WR D GHILQHG SRVLWLRQ RQ WKH UROH RI WKH (&6ZLWKLQ WKH HVWDEOLVKHG
FRUSRUDWH ,7 HQYLURQPHQW System inefficiencies 6XEFKDOOHQJHV DVVLJQHG WR WKLV FKDOOHQJH W\SH DUH Poor 
management of multiple tool/system usageLow awareness about the system’s existenceDQGGrowing complexity
7KHIRXUWKDQGODVWFKDOOHQJHW\SHRIWKLVDUHDLVMisuse of time and computing resources
3.4. Challenge area: Benefits 
&KDOOHQJHV RI WKLV DUHD DGGUHVV WKH TXHVWLRQDEOH EHQHILWV RI XVLQJ DQ (&6 ZLWK SHUFHLYHG GLVDGYDQWDJHV
RXWZHLJKLQJ WKH SHUFHLYHG DGYDQWDJHV RI LW 7DEOH  VKRZV WKH FRGHV DQG GHVFULSWLRQV DVVLJQHG WR WKH %HQHILWV
FKDOOHQJH DUHD )RXU GLIIHUHQW FKDOOHQJH W\SHV ZHUH LGHQWLILHG IRU WKLV FKDOOHQJH DUHD 7KH ILUVW GHDOV ZLWK WKH
SHUFHSWLRQRIWKHGLVSURSRUWLRQDOO\KLJKZRUNORDGUHTXLUHGIRUXVLQJWKH(&6Perceived costs7KLVFKDOOHQJHW\SH
LVVSOLWXSLQWRWKHWKUHHVXEFKDOOHQJHVHigh time exposureHigh effortDQGProductivity killer
7KHVHFRQG W\SHHQFRPSDVVHV WKHFKDOOHQJHVPrivacy concerns DQGPoor anonymity7KHVHFKDOOHQJHVKDYH LQ
FRPPRQWKDWHPSOR\HHVDUHODFNLQJPHFKDQLVPVWRSURWHFWWKHLUSHUVRQDOLQIRUPDWLRQDQGRUDJDLQVWSHUVRQDOKDUP




























Sense of missing rewards
$VFRQWHQWFDQXVXDOO\EHHQ








3.5. Challenge area: Attitude/ Behavior 
,Q FRQWUDVW WR WKH FKDOOHQJH DUHDCulture WKH FKDOOHQJH DUHDAttitude/ Behavior DGGUHVVHV LQGLYLGXDO DQG QRW















































$QRWKHU W\SH RI FKDOOHQJH RI WKLV FKDOOHQJH DUHD IRFXVHV RQ SHUVRQDO KXUGOHV LQ HIIHFWLYHO\ DSSURSULDWLQJ DQG
DFWLYHO\ XVLQJ WKH(&6 Ineffective collaboration processes7KHVH KXUGOHVPD\EH SURYRNHGE\ WKH UHMHFWLRQRI
RQH¶VRZQRUDQRWKHU¶VFRQWULEXWLRQDVZHOODVE\WKHRSHQQDWXUHRIWKHFROODERUDWLRQWHFKQRORJ\7KHFKDOOHQJHV
Reluctance to modify other’s content Low self-confidence Avoidance of other’s content and knowledge DQG
Employees underperformingZHUHDVVLJQHGWRWKLVFKDOOHQJHW\SH7KHODVWFKDOOHQJHW\SHRIWKLVFKDOOHQJHDUHDLV
Little priority of collaborationZKHUHHPSOR\HHVGRQRWVHHXVLQJWKH(&6DVSDUWRIWKHLUQRUPDOZRUN





7KHDGRSWLRQDQGDSSURSULDWLRQRI HQWHUSULVHFROODERUDWLRQ V\VWHPV LVSUHVHQWLQJRUJDQL]DWLRQVZLWKD UDQJHRI
FKDOOHQJHV ,Q WKLV VWXG\EDVHGRQD UHYLHZRI WKHH[WDQW OLWHUDWXUHDQGFRQILUPLQJ LQWHUYLHZVZHFODVVLILHG WKHVH




QRW HQRXJK XVHDEOH FRQWHQW RU ZKHUH FRQWHQW H[LVWV LW LV RI low quality PDNLQJ WKH V\VWHP LQHIIHFWLYH DQG
XQGHVLUDEOH WR HPSOR\HHV 3RRU SURFHVVHV DQG VWUXFWXUHV LPSHGLQJ DGRSWLRQ LV HVSHFLDOO\ QRWLFHDEOH ZLWK (&6
HPSOR\HHVXVXDOO\KDYHPDQ\DOWHUQDWLYHV WR WKHQHZV\VWHP HJ HPDLOSUHYLRXVJHQHUDWLRQVRIJURXSZDUHHWF
UHTXLULQJ FOHDUO\ GHPRQVWUDEOH EHQHILWV IURP WKHLU DGRSWLRQ RI WKH QHZ V\VWHP 'LHKO HW DO  IRXQG WKDW
FRPSDQLHVLQWKHLUVWXG\RI(&6DGRSWLRQKDGRQO\UHDOLVHGH[SRVWWKDWWKH\KDGEHHQVLWXDWHGLQDFXOWXUDOFKDQJH
VFHQDULRZLWKWKHLU(&6LPSOHPHQWDWLRQ:LWKWUDQVDFWLRQDOV\VWHPVVXFKDV(53V\VWHPVDGRSWLRQLVDOPRVWDOZD\V
PDQGDWRU\ ZKHUHDV XVH RI DQ (&6 LV YHU\ RIWHQ YROXQWDU\ ,I FOHDU REMHFWLYHV VWUXFWXUHV DQG WUDLQLQJ DUH QRW




GLIIHUHQW VWDJHV LQ WKH DGRSWLRQ SURFHVV DQG WR GLIIHUHQW VWDNHKROGHU JURXSV 7KLV VSDWLRWHPSRUDO DVSHFW RI (&6
DGRSWLRQLVWKHVXEMHFWRIRXUVHFRQGVWXG\FRPELQHGZLWKDQH[DPLQDWLRQRIWKHVWUDWHJLHVWKDWFRPSDQLHVXVHWR
DGGUHVV (&6 DGRSWLRQ FKDOOHQJHV$ OLPLWDWLRQ RI WKH H[LVWLQJ OLWHUDWXUH RQ(&6 DGRSWLRQ LV WKDW WKHPDMRULW\ RI
VWXGLHV DUH FURVVVHFWLRQDO FRQGXFWHG DW D VLQJOH SRLQW LQ WLPH 7R JDLQ ULFKHU LQVLJKWV LQWR WKH DGRSWLRQ DQG
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